Remarks 



Claim rejections 35 USC § 1 02 

Claim 1 requires "a contact center which comprises ... a plurality of agents to which 
said incoming contacts can be routed ... to enable said agents to respond to said 
contacts". The most recent Office Action does not indicate which entity in 
Christiansen is supposed to be a contact center, though it does indicate that the 
download server(s) 154 (Fig. 1) are a disclosure of a "plurality of [contact center] 
agents". 

In a previous response dated August 18, 2005 (being a response to the Office Action 
of May 18, 2006) applicants distinguished over Jarvi on the basis that the "mobile 
internet services platform" of that disclosure was not a "contact center" as the term is 
used in the art and in the specification of the present invention. Claim 1 was 
amended to further clarify this point, stating that the contact center had a plurality of 
agents, and we explained in some detail what was meant in the art by the term 
"contact center". The same comments and arguments apply equally to the 
Chrisitiansen reference now relied on. The skilled person would never consider any 
of the structures in Christiansen to be "a contact center". Furthermore, the download 
server 154 is evidently not a contact center agent which can respond to routed 
contacts as the term is used in the art. 

To clarify this point even further, the claims have now been amended to explicitly 
state that the agents are human agents. This amendment further distinguishes over 
Christiansen which fails to teach or fairly suggest a contact center or any human 
contact center agents. For further elucidation of these points the Examiner is 
referred to the response of August 18, 2005. 

Since the requirement for a contact center and human agents are equally found in 
claims 14, 16 and 19, and since every other claim in the application is dependent on 
such a claim, all of the pending claims share the patentable features of claim 1 . 
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Claim rejections 35 USC 6 103 



The rejection of claim 4 based on a combination of Christiansen and Jarvi is based 
on the supposition that Christiansen discloses a contact center, which is incorrect for 
the reasons argued above. As Jarvi has previously been shown to lack precisely this 
same teaching, no combination of the two disclosures can lead to the claimed 
invention. 

In view of the amendments and arguments made herein, the applicants respectfully 
request the examiner withdraw the rejections, and allow the application. 

An appropriate extension fee of $120.00 is deducted from Deposit Account No. 12- 
0913. 

June 5, 2006 Respectfully submitted, 
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